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AICPA Staff Identify Ways to Provide
World-Class Member Service
Joanne Lindstrom
Earlier this summer, the Member Satisfac
tion and Market Research Teams held a
series of employee sessions at which the
results of the AICPA’s first baseline mem
ber satisfaction study were presented.
Following the presentation of the survey
results, employees formed “break-out”
groups to brainstorm possible solutions to
some of the member service “disconnects”
or flaws revealed in the study. The survey,
which was conducted in late 1996 by the
AICPA Market Research team in conjunc
tion with Technical Assistance Research
Programs (TARP), an independent research
firm, was mailed to 5,000 AICPA members.
Nearly 700 members, representative of
the entire AICPA membership in terms
of their area of employment, age, and
length of time as a CPA, responded to
the survey. The objectives of the survey,
which the Member Satisfaction Team
plans to conduct annually, were to:
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• Identify the types of problems experi
enced by members,
• Identify the impact of problems
experienced and effect on continued
membership,

• Obtain a baseline measure of overall
member satisfaction,
• Evaluate the level of service provided
to members, and
• Identify the service areas most impor
tant to members.
The survey revealed some real strengths
in terms of the level of service AICPA
staff provides to members, but also some

areas where service could improve (see
Survey Highlights on page 6).
More than 450 staff members in the
New Jersey, New York, and DC offices
participated in the sessions and brain
stormed numerous solutions to some of
the complaints members raised in the
survey. In addition, a representative
from the Medium-Size Firm Member
Segment Team (which had volunteered
to work with the Member Satisfaction
Team in reviewing and implementing
solutions) attended each of the sessions.
The most common staff suggestions
included:

• Require all employees to update their
voice-mail message on a regular basis,
so that both internal and external
callers know whether or not the
person is in the office on a given day.
• Require all day-to-day work teams to
have “must-answer” lines, like those
currently in place in the Human
Resources, Meetings & Travel, and
Member Satisfaction Teams.

• Prohibit “blind” transfers and require
staff to “inherit” or take responsibility
for a call that comes in on their line.
In other words, before transferring a
call, verify that is the proper person to
whom the call should go. If not, the
staff person should inherit the call by
maintaining contact with the member,
giving the member his/her name and
phone number, and finding out who
in the Institute can help the member.

continued on pg. 6

Roles of the CPA—Part 1
Raymond J. Lipay
Most people associate a certified public accountant (CPA)
with income tax preparation. Although tax work often
comprises a large part of services performed by CPAs,
namely those who practice in public accounting, tax work
is only one of many areas in which a CPA can provide
expertise.This is the first of a four-part article discussing
the many roles of a CPA, including services relevant to:
(1) public accounting, (2) industry, (3) government and
academia, and (4) new and future services. This article
focuses on CPAs in public accounting — approximately
40 percent of AICPA’s membership.

Auditing
An audit is an examination, performed by a CPA, of a
company’s financial statements in accordance with
generally accepted auditing standards (GAAS), which
govern the conduct of external audits. All publicly owned
companies are required to issue audited annual financial
statements. Financial statements are the representations
of a company’s management, prepared in accordance
with generally accepted accounting principles (GAAP),
and usually include: the balance sheet, the income
statement, the statement of retained earnings, and the
statement of cash flows. In order to ensure that the
financial statements fairly present the financial position
of the audited company, the audit must be conducted
by an independent CPA. Audits are also conducted for
privately owned businesses, not-for-profit organizations,
and governmental units.
A CPA plans and performs an audit with an attitude of
professional skepticism, to provide reasonable assurance
that the financial statements are free of significant misstate
ments caused by errors or fraud. Accordingly, he or she
looks at the company’s internal controls over financial
reporting, assesses the risk of misstatement and, based
on that risk, considers the nature, timing and the extent
of audit procedures to be performed. At the end of the
auditing process, the CPA issues a report expressing his
or her opinion as to whether the financial statements are
fairly presented in conformity with GAAP.
Important business decisions are often made by users
of financial statements, such as investors, credit grantors,
financial advisers, investment bankers, underwriters and
regulators. An audit enhances public confidence in the
reliability of financial statements, and encourages sound
business decision making, including investments in
securities issued by public companies.
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Review and Compilation
Reviews and compilations of financial statements are
primarily performed for privately held companies. A
review provides limited assurance that the financial
statements are in conformity with GAAP Like that of
an audit, a CPA must remain independent of the client
during the review.
The independent CPA obtains a working knowledge
of the industry in which the company operates, and
acquires information on key aspects of the organization,
such as operating methods, and products and services.The
CPA makes inquires of management on matters relevant
to the financial statements, and then applies analytical
procedures designed to identify unusual trends in financial
statements. When the review is completed, the CPA issues
a related report to the company’s management or board
of directors.
During a compilation, the CPA becomes familiar with
the nature of a client’s transactions, then compiles the
company’s financial data into monthly, quarterly or
annual financial statements. He or she then reads the
financial statements to determine if they are appropriate
in form and free from obvious errors. However, the CPA
does not express any opinion or assurance as to the con
formity of the compiled financial statements with GAAP,
or with another comprehensive basis of accounting.
Unlike an audit or review, the CPA does not have to be
independent of a client when performing a compilation;
however, the CPA’s report would state that fact. Upon
completion of a compilation, the CPA issues a standard
report stating that the financial statements were compiled,
and no opinion is expressed because they were not
audited or reviewed.

Taxation Services
CPAs assist individuals and businesses with a variety of tax
services which include: tax planning, preparing and review
ing income tax returns, preparing estate tax returns, and
representing individuals before government agencies at the
federal, state, and local level. Because of the complexity
of taxation, CPAs often provide tax planning and other
taxation services to clients throughout the year, which
might include any one or more of the following:

• Advising on tax consequences of business and invest
ment decisions.

continued on pg. 5

Update on PIP Efforts
David Ray

Early Efforts
Most AICPA employees have by now
heard of Process Improvement Project
(PIP).The PIP efforts provide a struc
tured means of documenting our dayto-day work, identifying disconnects
(an individual work step or effort that
is not working effectively) and then
providing recommendations to address
these disconnects. In order for PIP
efforts to be successful, it is important
that individuals from all areas and
levels of the Institute participate,
particularly those closest to the dayto-day work. Initial PIP efforts focused
on six areas of the Institute which
were believed to have the greatest
impact on operations; Production
(publishing), Product Development,
Conference Planning,Human Resources,
Member Services, and Accounting.
These first PIP efforts represented
the collective efforts of nearly 90 PIP
Team members and 12 facilitators
(two per PIP team) to guide the
process. As a result of these early
efforts, nearly 400 disconnects were
identified.

Implementing
Recommendations
Once each PIP Team has developed
their recommendations, then an
Implementation Team (each PIP Team
has a corresponding Implementation
Team) is created to actually imple
ment the proposed changes. Each of
these Implementation Teams then has
sole responsibility to implement its
own recommendations.The facilitators
have no further role in the PIP effort
other than providing progress reports
to senior management. Many recom
mendations from early PIP efforts have
already been implemented. However,
the greatest number of disconnects
have been associated with the lack of

appropriate computer systems and as
such will be addressed either directly
or indirectly by the implementation of
the Infinium and Medallion software
as part of Operation Access.

Current Efforts
The current PIP efforts have changed
considerably since the original six
efforts. In effect, we have learned a
great deal along the way, making the
PIP process more effective, far less
time consuming, and able to focus
quickly on those disconnects that
have the most immediate impact on
the Institute. In recent months, how
ever, PIP activities have temporarily
slowed as most PIP facilitators and
many current PIP Team members have
been dedicated to the implementation
of the Operation Access software.
Following the implementation of the
first phase of Operation Access, PIP
efforts will be given greater attention.
Currently there are three PIP efforts
underway, each of which is approxi
mately half completed: Cash Receipts,
Committee Appointments, and Exami
nations.

• Cash Receipts: PIP encompasses the
review of those job functions typi
cally associated with the application
of cash, such as the receipt, deposit,
reconciliation, reporting and appli
cation of checks coming into the
Institute. This process is comprised
of PIP Team members from eleven
diverse teams involved to varying
degrees in the application of
approximately 400,000 checks
annually and representing nearly
56,000 total employee hours.

• Committee Appointments: Another
cross functional team is reviewing
the complicated process associated
with the appointment of 1,700
volunteer members. Appointments
to committees are generally for three
one-year terms which means that

approximately 1/3 of 1,700 — or
roughly 550 committee positions
are filled each year. Those appointed
members are chosen from among
the 3,000 members who typically
apply for open slots. The goal of the
PIP Team is to develop an effective
committee appointments process
and to ensure that the most qualified
members are selected for committee
service, while recognizing diversity
in our membership.

• Examinations Division: During
the first half of this PIP effort,
Examinations was divided into three
separate PIP Teams to document
their environment and to begin
identifying disconnects. During the
remainder of the effort, the three
separate teams will be merged to
determine one consolidated list of
disconnects and recommendations.
The variety of work being done
by Examinations has made this
PIP effort the most ambitious
to date.

Future Directions
As PIP evolves, there is a need to
integrate PIP efforts with other
improvements underway in the
Institute, the most notable of these
being the AICPA’s current effort to
attain ISO 9000 certification. (See
article in July TNN.) ISO and PIP
efforts compliment one another.
ISO documentation, aside from its
intrinsic value, can also be used to
identify those areas of the Institute
that could most benefit from a
PIP effort. Although ISO typically
deals with higher level documen
tation and the identification of
some disconnects, the PIP process
tends to take this effort to a greater
level of detail. Eventually, more
specific disconnects will be iden
tified and, most importantly,recom
mendations will be developed to
improve processes.
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issue alert:

The New Finance

Joseph De Rupo

The situation.
In today’s increasingly competitive and technologically
savvy business environment, there is a growing demand
for CPAs to deliver information in a new, non-traditional
manner. Rather than gathering and recording historic
financial information, CPAs are now called upon to pro
vide high-level financial analyses, business advice and
decision support.They must demonstrate that they are
not backroom thinkers, but rather value-adding employ
ees who contribute directly to the bottom line.This role
change presents both challenges and opportunities to
today’s CPA.
The New Finance describes this changing, expanded
role for CPAs in business and industry.The term signifies
a body of knowledge as well as a way of thinking that
the CPA needs to master to ascend the value chain in
business. In delivering The New Finance, the CPA is
assuming a role as a key decision maker. As such, the CPA
must develop a menu of new competencies to: develop
an appreciation for involvement in the company’s “reason
for being;” cultivate new tools for managing opportunity,
risk and return; streamline business processes and human
performance; impart rationality, discipline, control and
validation to business decisions; and provide imaginative,
dynamic planning.
Examples of the tools of The New Finance include
cost, business and change management; technology
applications; cross-functional teaming; and benchmarking.
Applying those tools is what enables the CPA to ascend
the value chain — from “data” through “information” to
“insight” and, ultimately,“strategic decision making.” Repor
ting historical data, such as on a company’s balance sheet,
is merely square one. Also, The New Finance brings
a philosophical stance to product delivery — “better,
cheaper, faster, smarter.”

Importance to members.
AICPA members who work in business and industry
are increasing every year — now comprising over
42% of membership. More and more CPAs are choosing
to spend their careers in positions of corporate manage
ment. At the same time, the marketplace for CPA services
is changing rapidly. Together, these changes make for a
particularly pivotal juncture in the history of the profession.
The breadth and depth of change can be intimidating.
The New Finance is a conceptual and practical framework
that helps define and systematize change and sets out a
methodology to make it happen effectively. Members can

4

use this framework to adjust intellectually, prepare logisti
cally and posture professionally for the future of the CPA
profession.

Committee/Subcommittee involved.
The Professional Development Subcommittee of the
AICPA Business & Industry Executive Committee was
established to help CPAs meet the challenges of The
New Finance by supplying a personal and professional
developmental framework. As a first step toward wide
spread adoption of the principles of The New Finance,
the Subcommittee issued an “AICPA Competency Model
for The New Finance Professional ” that describes the
competencies and attributes the CPA must demonstrate
in four categories: personal attributes, leadership quali
ties, broad business perspective and functional expertise.
The document was disseminated as an Invitation to
Comment in May 1997. It is currently available in a
“beta” version with the expectation that readers will
work with the Model by assessing themselves or the
finance professionals in their organizations and provide
feedback on this experience.
The Professional Development Subcommittee
is now a standing AICPA subcommittee whose charge
includes addressing the needs of members in business
and industry by recommending new subject matter
for course development, considering new forms of
program delivery, developing curricula for business
and industry professionals, revising CPE credit guide
lines, and responding to relevant exposure drafts.
Janie Scott chairs the subcommittee.The AICPA staff
liaison is Karyn Waller.
Working under the guidance of the Business and
Industry Executive Committee, which coordinates all
AICPA efforts on behalf of members in business and
industry, the subcommittee is also supported by the
recently established Center for Excellence in Financial
Management.The Center is a focal point within the
AICPA to help achieve recognition for the CPA as a
management accounting professional. Its mission is
to create and deliver integrated programs aimed at increas
ing the knowledge and skills of members employed
in the financial management function, enhancing their
professional standing and economic potential through
delivering new value.The Center is supported by the
AICPA Industry and Management Accounting Team,
led by John Morrow.

Roles of the CPA—Part 1...

continued

• Recommending tax-saving strategies.

Other Services

• Obtaining an advance ruling from the Internal Revenue
Service (IRS) on the tax consequences of a proposed
transaction, such as a corporate acquisition of the stock
or assets of another company.
Most CPAs engaged in the practice of public accounting
have a sound knowledge of taxes. Also, because of the
complexity of taxation and its impact on individuals and
businesses, many CPA firms specialize in and/or have
departments solely devoted to taxation services.

Other services provided by CPAs to clients might include
any one or more of the following:

Management Consulting Services (MCS)
Management consulting services (MCS) is the term used
by CPAs in describing their management consulting
activities, which are provided to individuals, businesses,
financial institutions, not-for-profit organizations, and
government agencies.The broad range of MCS services
includes, but is not limited to the following: business
valuation, litigation services, strategic planning, business
retreat facilitation, compensation consulting, organiza
tional redesign, business planning, operational auditing,
due diligence reviews, and system consulting. MCS pro
vided by CPAs may range from brief discussions with
the clients in the form of consultations, or may involve
larger initiatives, such as implementation, transaction,
or support services.

Personal Financial Planning
As personal financial planners, CPAs provide assistance
to individuals and companies in identifying financial
objectives, and counseling on the risk, liquidity, manage
ment, and tax characteristics of investments. Personal
financial services include, but are not limited to the
following: developing investment strategies, designing
retirement and estate plans, evaluating the adequacy of
life insurance, evaluating pension plans, and forecasting
tax consequences of different types of investment oppor
tunities (e.g., stocks, bonds, certificates of deposit, mutual
funds, real estate). In general, CPAs can help clients in
the personal financial planning process by addressing:
Where do I stand at present? Where do I want to go?
How can I get there?

• Engagements to apply agreed-upon procedures to
specified elements, accounts, or items of a financial
statement, such as a schedule of accounts receivables
as of a certain date.
• Attestation services where a CPA issues a report express
ing a conclusion as to the reliability of a written asser
tion, (e.g., a description of an internal control system,
investment performance statistics, compliance with
statutory, regulatory, and contractual requirements).

Wave of the Future
Although there will always be a need for the traditional
audit and accounting and review services performed
by CPAs, tremendous opportunity for growth of the
CPA profession lies in assurance services.The AICPA
Special Committee on Assurance Services has defined
assurance services as CPA services that improve the
quality of information or its context for decision-makers.
Assurance services focuses primarily on improving infor
mation, rather than on providing advice or installing sys
tems. Such information can be financial or nonfinancial,
about past events or conditions or about ongoing processes
or systems (e.g., internal control). It can also be direct
information about a product, or indirect information about
someone else’s assertion about a product. New assurance
services provided by CPAs can include areas such as: elder
care, business performance measurement, risk information
for internal decision makers, and information systems
design and operation. Another growth area for the CPA is
consulting in areas relating to information technology.
Assurance services and information technology will
affect the role of CPAs in public practice, industry, govern
ment, and academia. Accordingly, the fourth part of this
series will discuss the nature of assurance services and
information technology, possibilities for assurance services,
and the impact of these new services that will bridge the
need of the public with the competence and skills of CPAs.
Next month, Part 2 of this article will discuss the role
of the CPA in industry.
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AICPA Staff Identify Ways to Provide
World-Class Member Service... continued
• Use the “send calls” button only
when staff are away from their desk
or have a meeting in their office
and only in these situations.
• Establish a “member service help
desk” dedicated to assisting staff in
responding to member inquiries.
For instance, if a staff person gets a
call from a member and does not
know who in the Institute could
answer the member’s question, the
staff person would call this help

desk for advice on where to go
to obtain information in order to
respond to the member’s inquiry.
• Require all staff to participate in a
customer service training program
that emphasizes the importance of
listening skills, tone of voice, and
other factors in providing quality
member service.
• Offer an AICPA—What We’re
About” session twice a year to help
staff understand the Institute’s oper

ations and role in the accounting
profession.

• Train staff on the how to use the
Intranet in assisting members.

All of these suggestions were incorpo
rated into an overall plan of action
currently being implemented to
improve the satisfaction level of
members. Stay tuned—there’s more
ahead on the road to world-class
member service!

Survey Highlights
Strengths
• 87% of members said they did not experience a problem
with the Institute service or product within the prior six
months. (World-class organization standard is 90%.)
• 89% of members that did experience a problem said it had
been resolved by the time they completed the survey.
• Members have a very high loyalty to the AICPA — 62% said
they would “definitely” continue their membership, and 33%
said “possibly”.
• About four out of five members are satisfied overall
with the AICPA (32% “very satisfied,” 47% “somewhat
satisfied”).

Weaknesses
• Only 39% of members who had a problem with an AICPA
service or product contacted the Institute. (World-class
organization standard is 70%.)
• Among those that didn’t contact the AICPA, 43% said it was
because they didn’t think it would make a difference, and
30% said they didn’t know whom to contact.

Team Network News

• On average, members had to contact 2.3 departments before
finding the correct department to handle their problem; from
there they had to initiate contact with the department an
average of 2.5 times. In world-class organizations, less than
1.25 contacts are required to resolve customers’ problems.
• 75% said it took 15 or more days to resolve their problem.
(World-class organization standard is 1 day.)

• 32% of complainants were told that someone would call them
back but only 29% of them received a prompt call back.
• Nearly 2/3 of complaintants reported telephone-related
problems, such as difficulty reaching the correct depart
ment, multiple transfers, excessive number of rings, and
being on hold an excessive amount of time.

The Importance of a Satisfied Member
• 93% of members who were satisfied with the level of service
they received from the Institute would recommend the AICPA
to another professional, as compared to 67% of those who
received less than satisfactory assistance.
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